SPENCER PRIVATE HOSPITALS
 Job Description

Job Title:		IT Incident & Service Technician.	
Department:		Information Technology.
Responsible to:		Head of IT.
Accountable to:		Head of IT.

JOB PURPOSE		
Provide high quality desktop installation technical support and advisory services for Spencer staff
This will include, proactively managing incidents and requests, evaluating, resolving and enabling the rapid resolution of a broad range of issues, including the testing and implementing of new and replacement hardware and appropriate software and the resolving of malfunctions. You will be required to perform this role across all our sites. 

KEY RELATIONSHIPS	
· Third party IT Supplier
· Local NHS IT Supplier
· All end users

KEY RESPONSIBILITIES
Financial 		
· Manage the IT Asset Inventory by updating Inventory logs with purchase/set up dates and replacement dates
Business Development	
· Help to develop and maintain key relationships with all IT providers
· Identify and assess potential process improvements and report to the Head of IT for discussion in SMT
Quality		
· Provide excellent customer service to all stakeholders
· Maintain a log to track all support issues
· [bookmark: _GoBack]Undertake the installation of new and replacement desktop hardware and associated software in order to ensure the strategy of Spencer Private Hospitals is achieved
· Provide technical advice and support for desktop hardware and network configuration
· Assist with the auditing of desktop equipment and maintenance of the hardware records, maintain details of equipment installed and removed, evaluate equipment for decommissioning, identify or remove equipment as appropriate and complete associated administration, in order to help maintain effective stock control and ensure value for money.
· Liaise with the Management Accountant to ensure the Fixed Asset Register is up to date regarding all current IT hardware
Workforce		
· Maintain the Spencer Active Directory.
· Act as first line support and provide technical advice, guidance and support to all end users.
· Provide a high-quality customer service and technical advisory service to desktop users
· Provide advice and training
· Ensure the resolution of problems, maintaining continuity of service, providing appropriate information and guidance
· Achieve KPIs using customer satisfaction survey tools
· Undertake directory and system administration for all end user’s devices 
· Create & configure printer set up and the transfer of data to new terminals, in order to facilitate user access, maintain continuity of service and provide quicker responses and services to all users.
· Develop and maintain effective working relationships with suppliers, contactors and internal customers
· Ensure that work stations and associated hardware is appropriate, compatible and meets the needs of the customer.



This job description is intended to reflect, in outline, the responsibilities of the post holder, which may change over time with corporate or local business needs of Spencer Private Hospitals.  It will therefore be subject to periodic review and amendment in the light of changing circumstances and following consultation with the post holder.




Signed:  …………………………………… Date: …………………………………..






CORPORATE VALUES
Spencer Private Hospitals has a set of core values which are at the heart of the vision and all that we do.  We expect our team members to demonstrate these values in all areas of their work.
· Customer Focus – We listen and adapt to the needs of our patients and stakeholders
· Responsibility – We are involved and accountable.  We respect, recognise and develop our people
· Innovation – Developing our business is our key driver, innovating our services and products to increase our visibility within the market in East Kent
· Performance – We measure our performance through evaluation of processes, creating efficiencies and striving to improve processes, creating efficiencies and striving to improve
· Teamwork – We value our colleagues and are encouraged to work collaboratively with others and take ownership for our own training and development.

BEHAVIOURS
Non-Manager Role

	CUSTOMER
FOCUS
	Treat patients, customers and colleagues as individuals and ensure that they understand their specific needs and expectations by asking the right questions and listening to their views and concerns. Able to listen and adapt to the needs of our patients and stakeholders, show  commitment to the patient experience and take pride in providing the best possible service every time. Understands that care is core to our business and that the care they deliver helps the individual person and improves the health of the community

	RESPONSIBILITY
	Takes ownership for the customer/patient issues and does what they can to exceed expectations. Understands their role within the organisation and is clear about the roles and responsibilities of other teams and departments, taking every opportunity to learn more about the wider business.  Supports others in their development, doing what they can to guide, mentor or coach colleagues.

	INNOVATION
	Challenges appropriately and is prepared to raise concerns about quality, safety and performance. Is actively engaged with improving the experience of patients and customers, learns from their experience and seeks to continuously improve their own performance and the performance of the service. 

	PERFORMANCE
	Understands the corporate objectives of Spencer Private Hospitals and consistently produces work of a high standard, taking ownership and seeing tasks through to the end. Is motivated to do a great job and are not afraid to suggest different ways of working to help create efficiencies and improve performance.

	TEAMWORK
	Actively builds and maintains effective and respectful relationships adapting their approach where necessary. Confidently communicates in an open accurate and straightforward way and demonstrates effective communication skills to promote the needs of our patients and customers. Has a clear sense of their role, responsibilities and purpose within their team.
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PERSON SPECIFICATION
Job Title: 
	ATTRIBUTES
	CRITERIA
	DEMONSTRATED BY

	
	
	Application
	Interview
	Test

	Education and Qualifications
	Essential
	· Experience working within an ITIL service support environment.
· Maths and English (C Grade GCSE or above or equivalent)
	X

X
	
	

	
	Desirable
	· Educated to A level GCE standard.
· ITIL Foundation Certificate.
· Microsoft MSP qualification or equivalent.
	X
X
X
	X
X
X
	

	Knowledge and experience
	Essential
	· 2 Years’ experience in IT Operations, Service Desk and Incident Management.
· Experience of working in a Microsoft IT environment
	X

X
	X

X
	

	
	Desirable
	· Experience of Novell Zenworks
· Experience of Microsoft Windows 7 & 10.
· Experience of Microsoft Office Suite
	X
X
X
	X
X
X
	

	Skills
	Essential
	· Good communications skills
· Good problem-solving skills
· Detail orientated
· Organised/Methodical
· Team Player
· Ability to work independently
· Flexible to the needs of the business
· Able to work under pressure and meet multiple deadlines
	

X
X
X
X
X
X
	X
X
X
X
X
X
X
X
	

	Personal Attributes
	Essential
	· Must be Self Motivated
· Excellent Interpersonal skills
	X
X
	X
X
	

	Other
	Essential
	· Excellent timekeeping
· Reliable
· Clean driving licence & own car
	X
X
X
	
	



